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1S&O's PIG tries to "bring home the baconH 
by ending paper waste 
From the 
Information Systems and Operations Department 
C ailing themselves the Perfor­mance Improvement Group (PIG), managerial staff in Infor­
mation Systems and Operations (IS&O) 
is "wallowing" their way through pa­
per waste using a new and unique pi­
lot promotion. 
The objective is to make all employees 
more aware of paper utilization. The 
promotion is based on a successful pro­
gram developed by IBM Brazil in 1984. 
The pilot project, initially aimed at 
IS&O personnel, involves "RED PIG" 
stickers. Employees are asked to evaluate 
all correspondence they receive, be it 
interoffice mail or computer generated 
reports. If criteria such as proper distri­
bution, clarity of communications, and a 
need to know are not met, employees 
will place a "RED PIG" sticker on it. 
Along with the sticker, employees also 
will write a comment about why they're 
"pigging" a particular piece of informa­
tion. Then they'll return it to the sender. 
The opportunities for savings are 
huge. Based on a recent study, BCBSF 
spends $7.5 million 
annually to process 
five million interof­
fice mail envelopes. 
We spend $800,000 
making 22 million cop­
ies in the Copy Center and another 24 
million copies on photocopiers through­
out the corporation. And that's just the 
start - think about file/floor space, 
couriers, ink jet labeling, 
and Micrographics. 
The PIG serves on a voluntary basis 
after hours. Their self-determined goal is 
to reduce or avoid costs amounting to 
$500,000 within one year. Other initia­
tives being worked include usage of our 
electronic mail system (EPO), reduction 
of unnecessary meetings, and isolating 
duplication of effort in IS&O. The recent 
request from Facilities to tum off CRTs 
and other electrical items originated from 
the PIG. 
The program begins August 31. If it's 
successful, the PIG plans to open the 
campaign to the entire corporation. 
Plan's telemarketing system 
is among the nation's best 
A customized, automated telemar­keting system recently intro­duced at BCBSF is the envy of 
most other Plans because of how helpful 
it is to sales representatives. 
Every month, the corporation's 
Telemarketing Department handles 
42,000 telephone sales leads from people 
inquiring about products and services, 
said Manager Rochelle Alford. 
"The system we've implemented is 
similar to those used by Coca Cola, Inc. 
and the Sears and Roebuck Company, 
and is considered, not only by us, but by 
many in the telemarketing business, to 
be one of the best," Alford said. 
While automation in operations is not 
unusual, very few companies have 
automated the telemarketing function. 
With computerized management of sales 
leads, BCBSF sales representatives now 
have more time to answer questions, and 
they spend less time performing manual 
tasks, Alford said. 
The Telemarketing Department now 
can track sales leads and ensure that 
each sales prospect receives the 
information they requested. The system 
alerts sales representatives when it's time 
to follow up on a sales lead or send 
information packets. 
The corporation evaluated several 
systems before purchasing and 
customizing one offered by a Rhode 
Island company that specializes in 
telemarketing. It's superior to systems 
used by most other Plans, two of which 
already have visited BCBSF to learn more 
about its capabilities. 
2 
Competitor Report: 
Aetna 
From the Marketing Research 
Department 
A etna Life and Casualty is one of the most prominent "all-line insurance" and financial servi­
ces organizations in the United States. 
Aetna markets virtually all forms of insu­
rance, bonds and pension products on 
an individual and group basis. A corpo­
ration with assets of more than $66 bil­
lion, Aetna is second largest in group 
health among insurance companies. It's 
also the largest dental insurer in 
the country. 
Like BCBSF, Aetna offers a variety of 
managed care products, as well as some 
traditional designs. Its recent joint ven­
ture with Voluntary Hospitals of America 
(VHA), which created Partners National 
Health Plans, has propelled Aetna rapidly 
into the HMO and PPO markets nation­
wide. Through Partners' acquisitions of 
established HMOs and PPOs, Aetna has 
greatly enhanced its ability to become 
one of the dominant forces in the man­
aged health care field. 
Aetna is strongly committed to cost 
containment programs. Along with the 
creation of Partners in 1985, Aetna has 
developed several new products that 
offer a variety of benefit designs, all rich 
in cost containment features. 
Some of Aetna's products: 
• AEcert - a hospital pre-certification 
program designed to reduce the frequen­
cy and length of hospital admissions. 
• AEcess II - a series of reports that 
offer a choice of 20 formats of utilization 
reports (procedures and diagnostic patt­
erns at the hospital and physician level). 
• Healthline - a toll-free number 
staffed by registered nurses who provide 
consumer information and education on 
wellness, benefit plans, alternatives, and 
community delivery. 
• Second Look - a program that 
encourages employees to review their 
hospital bills and rewards them if they 
detect overcharging errors. 
• Focused Psychiatric Review (FPR) -
a recently introduced cost management 
program designed to help group policy 
holders manage their inpatient psychiat­
ric and substance abuse costs. 
• Fraud Squad - a program designed 
to review cases for possible fraud, as 
identified through sources that include 
policy holders. 
Aetna has strong presence in the local 
group market, predominantly in the cen­
tral areas of the state (Orlando and 
Tampa), with high penetration in Talla­
hassee, Jacksonville and Miami as well. 
In Florida, Aetna is not, perhaps, as syn­
onymous with health care as BCBSF. The 
Florida Plan's extensive number and 
location of providers, as well as the mar­
keting of several new cost containment 
products, will improve BCBSFs competi­
tive position against Aetna in the Florida 
health care market. 
Customer 
Service 
Peace of mind 
" ... thank you (Ann McKinnies, Custo­
mer Service Representative, Central 
Region Major Accounts) for your concern 
and assistance .. . our patients get better 
faster when they don't have to worry 
about problems with their insurance . .. " 
Setvice in Sarasota 
"I would like to compliment Gail Lamb 
(HIS Customer Service Representative) 
for representing Blue Cross and Blue 
Shield Field Services well. The Sarasota 
office is a credit and asset to the pro­
vider community." 
Remember: 
,rt 
Fannie Forcine 
Employee shows she's 
a real gem 
Having found a diamond engagement 
ring in a ladies' rest room, Fannie For­
cine of the Housekeeping Department 
located its owner and returned it. That 
typical example of her character pro­
duced yet another appreciative letter 
from BCBSF employees who have recog­
nized her pleasant disposition and the 
quality of her work. "She is a jewel of a 
person . .. BCBSF needs more employ­
ees like her," the ring's owner wrote. 
Patience and understanding 
A partially blind woman with Parkinson's 
disease wrote that Tammi Colvin (Cus­
tomer Service Representative, Medicare B 
Telecommunications) "was so nice and 
patient . . .  She was understanding which 
is almost unusual and unheard of . . .  "
"If you don, tell us, we won, know'' 
Home office employees who park in Lot 3 may have noticed that the traffic light 
now allows more cars to exit before changing to red. That's largely due to Lori Tanner 
of Internal Audit, who, as a safety captain on 3-Center, received suggestions from 
employees, discussed with her management how best to handle it, and discussed it 
with Safety and Security. 
Less than a week after Safety and Security sem a letter to Jacksonville's traffic engi­
neer, the light's timing was changed. The city is considering another proposal to leng­
then the time the tum arrow allows cars to enter the lot. 
The moral to the smry: If employees have ideas that could affect corporate effi­
ciency, effectiveness, morale, cost improvement, etc., they should work the idea 
through management, safety captains or Design Group representatives. They'll know 
the best channels t0 surface issues within the organization. 
"And remember," Design Group member Charhe Menzel said, "if you don't tell us, 
we won't know." 
BCBS 
NEWS 
Patients and doctors differ on 
health status 
Unlike doctors, most people mday feel 
they're healthier and taking good care of 
themselves, according to a poll reported 
by USA Today. Sixty percent of 1,012 
patients queried by the American Board 
of Family Practice said they worked hard 
at staying healthy. Only 9 percent of doc­
tors agreed. Other findings: 73 percent of 
patients requested second opinions for 
serious problems; 83 percent of doctors 
said patients want to share in treatment 
decisions; 91 percent of docmrs said 
they're questioned more about diagnosis 
and treatment than in the past; 76 per­
cent of patients felt that doctors should 
be restested every few years, but only 31 
percent of doctors agreed. 
Heart disease could affect more 
people in future 
If current risks and treatments of coro­
nary heart disease don't change signifi­
cantly, resulting deaths, sickness and 
costs could increase by more than 40 
percent, according to a government 
funded study by Harvard researchers. By 
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2014, they calculated, as many as nine 
million Americans might suffer, up 50 
percent from the 6 million affected in 
1980. Treatment costs could increase 43 
percent t0 almost $45 billion for persons 
age 35 t0 84, they predicted. 
Malpractice insurance will be 
offered in Florida 
Rares of the Continental Casualty Co., 
part of the CNA Insurance Group, have 
been approved by Insurance Commis­
sioner Bill Gunter for use in underwriting 
Pair's efforts ensure that 
United Way funds well spent 
Two Florida Plan employees have 
completed their first year of participation 
on the committee that reviews how Uni­
ted Way-funded agencies spend money 
in northeast Florida. 
James Mandeville, finance supervisor 
in Corporate Receivables, and Lanny 
Felder, manager of Real Estate Opera­
tions, will serve three two-year terms on 
the allocations committee, which helps 
ensure that funds are spent wisely. 
"Each year, we all want to contribute 
because there's a need, but you really 
don't see the need as clearly until you get 
involved," Mandeville said. The expe­
rience was personally rewarding, he said, 
and it made him feel "tremendously 
proud" of BCBSF and its employees for 
their contributions. 
"Seeing it up close makes you appre­
ciate what we're doing as an organization 
a whole lot more," Mandeville said. He, 
Felder and other panel members' budget 
reviews determined how money will be 
spent in 1988, based upon the success of 
the last fund drive. In 1986 BCBSF 
employees contributed $133,000 to Uni­
ted Way of Northeast Florida. 
About 65 agencies were reviewed by 
several groups of committee members. 
Each of the six agencies Mandeville's 
committee visited operates well, but they 
could improve and serve more people if 
they had more money, he said. 
medical malpractice insurance i 
Two companies - Cigna Insur, 
ahd St. Paul Fire and Marine Ins 
Co. - announced earlier this y1 
they would stop offering mediec 
practice coverage in Florida. 
Coverage type greatly affec 
treatment costs, study find 
Persons whose health insurance 
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to review cases for possible fraud, as 
identified through sources that include 
policy holders. 
Aetna has strong presence in the local 
group market, predominantly in the cen­
tral areas of the state (Orlando and 
Tampa), with high penetration in Talla­
hassee, Jacksonville and Miami as well. 
In Florida, Aetna is not, perhaps, as syn­
onymous with health care as BCBSF. The 
Florida Plan's extensive number and 
location of providers, as well as the mar­
keting of several new cost containment 
products, will improve BCBSFs competi­
tive position against Aetna in the Florida 
health care market. 
Customer 
Service 
Peace of mind 
" . . .  thank you (Ann McKinnies, Custo­
mer Service Representative, Central 
Region Major Accounts) for your concern 
and assistance . .. our patients get better 
faster when they don't have to worry 
about problems with their insurance . 
Service in Sarasota 
"I would like to compliment Gail Lamb 
(HIS Customer Service Representative) 
for representing Blue Cross and Blue 
Shield Field Services well. The Sarasota 
office is a credit and asset to the pro­
vider community." 
Remember: 
t" 
Fannie Porcine 
Employee shows she's 
a real gem 
Having found a diamond engagement 
ring in a ladies' rest room, Fannie For­
cine of the Housekeeping Depanment 
located its owner and returned it. That 
typical example of her character pro­
duced yet another appreciative letter 
from BCBSF employees who have recog­
nized her pleasant disposition and the 
quality of her work. "She is a jewel of a 
person .. . BCBSF needs more employ­
ees like her," the ring's owner wrote. 
Patience and understanding 
A panially blind woman with Parkinson's 
disease wrote that Tammi Colvin (Cus­
tomer Service Representative, Medicare B 
Telecommunications) "was so nice and 
patient . . . She was understanding which 
is almost unusual and unheard of . .. " 
"If you don, tell us, we won, know'' 
Home office employees who park in Lot 3 may have noticed that the traffic light 
now allows more cars to exit before changing to red. That's largely due to Lori Tanner 
of Internal Audit, who, as a safety captain on 3-Center, received suggestions from 
employees, discussed with her management how best to handle it, and discussed it 
with Safety and Security. 
Less than a week after Safety and Security sem a letter to Jacksonville's traffic engi­
neer, the light's timing was changed. The city is considering another proposal to leng­
then the time the tum arrow allows cars to enter the lot. 
The moral to the story: If employees have ideas that could affect corporate effi­
ciency, effectiveness, morale, cost improvement, etc., they should work the idea 
through management, safety captains or Design Group representatives. They'll know 
the best channels to surface issues within the organization. 
"And remember," Design Group member Charlie Menzel said, "if you don't tell us, 
we won't know." 
BCBS 
NEWS 
Patients and doctors differ on 
health status 
Unlike doctors, most people today feel 
they're healthier and taking good care of 
themselves, according to a poll reponed 
by USA Today. Sixty percent of 1,012 
patients queried by the American Board 
of Family Practice said iliey worked hard 
at staying healthy. Only 9 percent of doc­
tors agreed. Other findings: 73 percent of 
patients requested second opinions for 
serious problems; 83 percent of doctors 
said patients want to share in treatment 
decisions; 91 percent of doctors said 
they're questioned more about diagnosis 
and treatment than in me past; 76 per­
cent of patients felt that doctors should 
be restested every few years, but only 31 
percent of doctors agreed. 
Heart disease could affect more 
people in future 
If current risks and treatments of coro­
nary hean disease don't change signifi­
cantly, resulting deaths, sickness and 
costs could increase by more than 40 
percent, according to a government 
funded study by Harvard researchers. By 
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2014, they calculated, as many as nine 
million Americans might suffer, up 50 
percent from the 6 million affected in 
1980. Treatment costs could increase 43 
percent to almost $45 billion for persons 
age 35 to 84, they predicted. 
Malpractice insurance will be 
offered in Florida 
Rates of the Continental Casualty Co., 
pan of the CNA Insurance Group, have 
been approved by Insurance Commis­
sioner Bill Gunter for use in underwriting 
Pair's efforts ensure that 
United Way funds well spent 
Two Florida Plan employees have 
completed their first year of participation 
on the committee that reviews how Uni­
ted Way-funded agencies spend money 
in nonheast Florida. 
James Mandeville, finance supervisor 
in Corporate Receivables, and Lanny 
Felder, manager of Real Estate Opera­
tions, will serve three two-year terms on 
the allocations committee, which helps 
ensure that funds are spent wisely. 
"Each year, we all want to contribute 
because there's a need, but you really 
don't see the need as clearly until you get 
involved," Mandeville said. The expe­
rience was personally rewarding, he said, 
and it made him feel "tremendously 
proud" of BCBSF and its employees for 
their contributions. 
"Seeing it up close makes you appre­
ciate what we're doing as an organization 
a whole lot more," Mandeville said. He, 
Felder and other panel members' budget 
reviews determined how money will be 
spent in 1988, based upon the success of 
the last fund drive. In 1986 BCBSF 
employees contributed $133,000 to Uni­
ted Way of Nonheast Florida. 
About 65 agencies were reviewed by 
several groups of committee members. 
Each of the six agencies Mandeville's 
committee visited operates well, but they 
could improve and serve more people if 
they had more money, he said. 
medical malpractice insurance in Florida. 
Two companies - Cigna Insurance Co. 
ahd St. Paul Fire and Marine Insurance 
Co. - announced earlier this year that 
they would stop offering medical mal­
practice coverage in Florida. 
Coverage type greatly affects 
treatment costs, study finds 
Persons whose health insurance covers 
initial physician office visits have treat­
ment costs up to 50 percent higher than 
patients with the same illneses who must 
pay a deductible or who have no health 
insurance, says a government repon. It 
also says that affluent patients may 
receive more costly and intensive care on 
each visit. The research was done by the 
National Center for Health Services 
Research and Health Care Technology 
Assessment, based on data from the 
1977 National Medical Care Expendi­
ture Survey. 
Superior Customer Se.cvice 
is when ... 
Someone can converse intelligently about , 
the product they are selling, can answer 
questions about service, and can rectify 
problems promptly. 
Charles Frame, Systems Development 
James Mandeville 
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IS&O's PIG tries to "bring home the baco1 
by end·ing paper waste 
From the 
Information Systems and Operations Department 
C ailing themselves the Perfor­mance Improvement Group (PIG), managerial staff in Infor­
mation Systems and Operations (15&0) 
is "wallowing" their way through pa­
per waste using a new and unique pi­
lot promotion. 
The objective is to make all employees 
more aware of paper utilization. The 
promotion is based on a successful pro­
gram developed by IBM Brazil in 1984. 
The pilot project, initially aimed at 
15&0 personnel, involves "RED PIG" 
stickers. Employees are asked to evaluate 
all correspondence they receive, be it 
interoffice mail or computer generated 
reports. lf criteria such as proper distri­
bution, clarity of communications, and a 
need to know are not met, employees 
will place a "RED PIG" sticker on it. 
Along with the sticker, employees also 
will write a comment about why they're 
"pigging" a particular piece of informa­
tion. Then they'll return it to the sender. 
The opportunities for savings are 
huge. Based on a recent study, BCBSF 
spends $ 7.5 million 
annually to process 
five million interof­
fice mail envelopes. 
We spend $800,000 
making 22 million cop­
ies in the Copy Center and another 24 
million copies on photocopiers through­
out the corporation. And that's just the 
start - think about file/floor space, 
couriers, ink jet labeling, 
and Micrographics. 
The PIG serves on a voluntary basis 
after hours. Their self-determined goal is 
to reduce or avoid costs amounting to 
$500,000 within one year. Other initia­
tives being worked include usage of our 
electronic mail system (EPO), reduction 
of unnecessary meetings, and isolating 
duplication of effort in IS&O. 
request from Facilities to tum < 
and other electrical items origi 
the PIG. 
The program begins August 
successful, the PIG plans to op 
campaign to the entire corpon, 
Plan's telemarketing sysfE 
is among the nation's bes 
A customized, automated telemar­keting system recently intro­duced at BCBSF is the envy of 
most other Plans because of how helpful 
it is to sales representatives. 
Every month, the corporation's 
Telemarketing Department handles 
42,000 telephone sales leads from people 
inquiring about products and services, 
said Manager Rochelle Alford. 
'The system we've implemented is 
similar to those used by Coca Cola, Inc. 
and the Sears and Roebuck Company, 
and is considered, not only by us, but by 
many in the telemarketing business, to 
be one of the best," Alford said. 
While automation in operations is not 
unusual, very few companies have 
automated the telemarketing function. 
With computerized management of sales 
leads, BCBSF sales representati 
have more time to answer que! 
they spend less time performir 
tasks, Alford said. 
The Telemarketing Departm 
can track sales leads and ensrn 
each sales prospect receives th 
information they requested. Tl­
alerts sales representatives whe 
to follow up on a sales lead or 
information packets. 
The corporation evaluated s1 
systems before purchasing and 
customizing one offered by a F 
Island company that specialize 
telemarketing. It's superior to s 
used by most other Plans, two 
already have visited BCBSF to 
about its capabilities. 
